Tax Commission Incidents Report
1/1/2010 to 1/31/2010 as of 2/1/2010

|Tax Commission I

First Contact Resolution

First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact.
Cells displayed show the number of incidents resolved on first contact during the reporting period.

Top Number - Total Incidents
Bottom Number - FCR Met

High Low Medium Total
Application Error Novell 0 1
GroupWise 0 0
Total 0 1
0 0
Reporting Novell 0 1
GroupWise 0 0
Total 0 1
0 0
Total 0 2
0 0

Performance 0 1

0 0

0 1

0 0

0 1

0 0

0 3

0 0

_No Tier 2 0 1




High Low Medium Total
_No Tier 2 None Total 1 0 1
0 0 0
Total 1 0 1
0 0 0
Application Error None 1 0 1
1 0 1
Total 1 0 1
1 0 1
Password Utah Master 2 0 2
Directory 1 0 1
Total 2 0 2
1 0 1
Total 3 0 3
2 0 2
4 0 4
2 0 2
_No Tier 2 None Avaya CMS 1 0 1
Supervisor 0 0 0
BlueZone 1 0 1
1 0 1
Microsoft 2 0 2
Visual FoxPro 0 0 0
Microsoft 1 0 1
Windows XP 1 0 1
Motor Vehicle 2 0 2
Administration 0 0 0
None 16 1 17
7 1 8
Novell 1 0 1
GroupWise 0 0 0
PDFCreator 1 0 1
0 0 0




High Low Medium Total
_No Tier 2 None Symantec 1 0 1
AntiVirus 0 0 0
Total 26 1 27
9 1 10
Total 26 1 27
9 1 10
Application Error Adobe Flash 1 0 1
1 0 1
Adobe Reader 1 0 1
1 0 1
Firefox 1 0 1
0 0 0
FrontEnd 1 0 1
1 0 1
GenTax 13 0 13
13 0 13
Internet 6 0 6
Explorer 5 0 5
Microsoft Excel 2 0 2
2 0 2
Microsoft 1 0 1
Project 1 0 1
Microsoft 2 0 2
Project 1 0 1
Microsoft 13 0 13
Windows XP 11 0 11
Microsoft Word 2 0 2
1 0 1
Motor Vehicle 10 0 10
Administration 9 0 9
None 15 0 15
11 0 11




Application

High Low Medium Total
Error Novell Client 1 0 1
for 32-bit 1 0 1
Novell 13 0 13
GroupWise 13 0 13
Novell 1 0 1
Messenger 1 0 1
PC Magazine's 3 0 3
PrintNow 3 0 3
PGP 1 0 1
0 0 0
Quick Zip 1 0 1
1 0 1
SmartFTP 1 0 1
0 0 0
Symantec 3 0 5
AntiVirus 2 0 2
Total 92 0 92
78 0 78
None Motor Vehicle 2 0 2
Administration 0 0 0
None 4 0 4
3 0 3
Total 6 0 6
3 0 3
Password Avaya 1 0 1
CentreVu 1 0 1
BlueZone 7 0 7
7 0 7
GenTax 18 0 18
18 0 18
Motor Vehicle 1 0 1
Administration 1 0 1




Application

High Low Medium Total
Password None 4 0 4
3 0 3
Novell 3 0 3
GroupWise 3 0 3
Novell 1 0 1
Messenger 1 0 1
State Payroll 1 0 1
Time Entry 1 0 1
Utah Criminal 1 0 1
Justice 1 0 1
Total 37 0 37
36 0 36
Reporting Adobe Acrobat 1 0 1
7.0 1 0 1
Adobe Acrobat 1 0 1
9.0 Standard 0 0 0
BlueZone 2 0 2
2 0 2
Cisco Systems 1 0 1
VPN Client 1 0 1
Crystal Reports 1 0 1
1 0 1
FaxPress 1 0 1
1 0 1
FrontEnd 3 0 3
3 0 3
GenTax 5 0 5
4 0 4
Internet 3 0 3
Explorer 3 0 3
Microsoft 2 0 2
Access 2 0 2




Application

Reporting

High Low Medium Total

Microsoft Excel 3 0 3

2 0 2
Microsoft Office 1 0 1
Professional 1 0 1
Microsoft 1 0 1
Project 1 0 1
Microsoft 6 0 6
Windows XP 5 0 5
Microsoft Word 4 0 4

4 0 4
Motor Vehicle 8 0 8
Administration 7 0 7
None 10 0 10

5 0 5
Novell 24 0 24
GroupWise 20 0 20
Novell 2 0 2
GroupWise 2 0 2
Novell 1 0 1
Messenger 1 0 1
Oracle SQL 1 0 1
Developer 1 0 1
PC Magazine's 5 0 5
PrintNow 5 0 5
PDF Converter 2 0 2

2 0 2
State Payroll 1 0 1
Time Entry 1 0 1
Symantec 3 0 3
AntiVirus 2 0 2
Utah Criminal 1 0 1
Justice 1 0 1




High

Low

Medium

Total

Application Reporting Visio 1 0 1
1 0 1

Windows 1 0 1

Media Player 1 0 1

Total 95 0 95

80 0 80

Total 230 0 230
197 0 197

EIS Hardware PC/Laptop ATI Multimedia 1 0 1
Center 1 0 1

Multimedia 1 0 1

Keyboard 1 0 1

None 7 0 7

1 0 1

Total 9 0 9

3 0 3

Printer HP LaserJet 1 0 1
4200 0 0 0

Motor Vehicle 2 0 2

Administration 2 0 2

None 15 0 15

5 0 5

Total 18 0 18

7 0 7

Scanner None 3 0 3
1 0 1

Total 3 0 3

1 0 1

Total 30 0 30
11 0 11

Mainframe Error BlueZone 1 0 1




High Low Medium Total
Mainframe Error Total 1 0 1
1 0 1
Password BlueZone 2 0 2
2 0 2
eWorkForce 1 0 1
Management 1 0 1
None 6 0 6
6 0 6
Total 9 0 9
9 0 9
Total 10 0 10
10 0 10
Network Error None 1 0 1
1 0 1
Total 1 0 1
1 0 1
Incident None 5 0 7
5 0 5
Total 5 0 7
5 0 5
Password None 3 0 3
3 0 3
Total 3 0 3
3 0 3
Performance Microsoft Excel 1 0 1
1 0 1
Motor Vehicle 3 0 3
Administration 2 0 2
None 4 0 4
4 0 4
Total 8 0 8
7 0 7




High

Low

Medium

Total

Network Total 17 19
16 16

PC/Laptop Error None 4 5
1 1

Total 4 5

1 1

Hardware Employee 1 1

Gateway 1 1

None 31 31

17 17

Total 32 32

18 18

None Microsoft 1 1

Windows XP 0 0

Total 1 1

0 0

Virus None 13 13

6 6

Symantec 18 18

AntiVirus 6 6

Total 31 31

12 12

Total 68 69

31 31

Print/Copy/Sca Error Code None 3 3
n/Fax 2 2
Total 3 3

2 2

Incident None 24 24

11 11

Total 24 24

11 11




High Low Medium Total
Print/Copy/Sca Paper Jam None 2 2
n/Fax 0 0
Total 2 2
0 0
Total 29 29
13 13
Remote None None 1 1
Connectivity 0 0
Total 1 1
0 0
Total 1 1
0 0
Server Error None 1 1
1 1
Total 1 1
1 1
Total 1 1
1 1
Telecom Hardware None 1 1
1 1
Total 1 1
1 1
Total 1 1
1 1
Wireless Performance None 1 1
Connectivity 1 1
Total 1 1
1 1
Total 1 1
1 1
414 418
290 291




High

Low

Medium

Total

_No Tier 2

None

None

Total

Total

Network

Network

_No Tier 2

Error

None

Total

Incident

None

Total

Total

Performance

None

Total

Total

None

Utah Highway
Patrol Mobile

Total

Total




Application

Reporting

High

Low

Medium

Total

FrontEnd

Telecom

Area Code

Total

None

None

Total

Voice Mail

450
294




Missed Initial Response

Missed initial response tracks DTS' efforts to respond to customer incidents in accordance with enterprise standards.

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and

Critical within 30 clock minutes.
Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period.

Top Number - Total Incidents

®

Bottom Number - Missed Inital Respons

High Low Medium Total
Application Error Novell 0 1 0 1
GroupWise 0 1 0 1
Total 0 1 0 1
0 1 0 1
Reporting Novell 0 1 0 1
GroupWise 0 1 0 1
Total 0 1 0 1
0 1 0 1
Total 0 2 0 2
0 2 0 2
Server Performance None 0 1 0 1
0 1 0 1
Total 0 1 0 1
0 1 0 1
Total 0 1 0 1
0 1 0 1
0 3 0 3
0 3 0 3
_No Tier 2 None None 0 1 0 1
0 1 0 1
Total 0 1 0 1
0 1 0 1
Total 0 1 0 1
0 1 0 1




High

Low

Medium

Total

Application

_No Tier 2

Error None 1 1
0 0

Total 1 1

0 0

Password Utah Master 2 2
Directory 0 0

Total 2 2

0 0

Total 3 3
0 0

4 4

1 1

None Avaya CMS 1 1
Supervisor 0 0

BlueZone 1 1

0 0

Microsoft 2 2

Visual FoxPro 0 0

Microsoft 1 1

Windows XP 0 0

Motor Vehicle 2 2

Administration 0 0

None 16 17

0 0

Novell 1 1

GroupWise 0 0

PDFCreator 1 1

0 0

Symantec 1 1

AntiVirus 0 0

Total 26 27

0 0




High Low Medium Total

_No Tier 2 Total 26 1 27
0 0 0

Application Error Adobe Flash 1 0 1
0 0 0

Adobe Reader 1 0 1
0 0 0

Firefox 1 0 1
1 0 1

FrontEnd 1 0 1
0 0 0

GenTax 13 0 13
0 0 0

Internet 6 0 6
Explorer 0 0 0
Microsoft Excel 2 0 2
0 0 0

Microsoft 1 0 1
Project 0 0 0
Microsoft 2 0 2
Project 1 0 1
Microsoft 13 0 13
Windows XP 1 0 1
Microsoft Word 2 0 2
0 0 0

Motor Vehicle 10 0 10
Administration 0 0 0
None 15 0 15
0 0 0

Novell Client 1 0 1
for 32-bit 0 0 0
Novell 13 0 13
GroupWise 0 0 0




Application

High Low Medium Total

Error Novell 1 0 1
Messenger 0 0 0
PC Magazine's 3 0 5
PrintNow 0 0 0
PGP 1 0 1
1 0 1

Quick Zip 1 0 1
0 0 0

SmartFTP 1 0 1
0 0 0

Symantec 3 0 3
AntiVirus 0 0 0
Total 92 0 92
4 0 4

None Motor Vehicle 2 0 2
Administration 1 0 1
None 4 0 4
0 0 0

Total 6 0 6
1 0 1

Password Avaya 1 0 1
CentreVu 0 0 0
BlueZone 7 0 7
0 0 0

GenTax 18 0 18
0 0 0

Motor Vehicle 1 0 1
Administration 0 0 0
None 4 0 4
0 0 0

Novell 3 0 3
GroupWise 0 0 0




Application

High Low Medium Total

Password Novell 1 0 1
Messenger 0 0 0
State Payroll 1 0 1
Time Entry 0 0 0
Utah Criminal 1 0 1
Justice 0 0 0
Total 37 0 37
0 0 0

Reporting Adobe Acrobat 1 0 1
7.0 0 0 0
Adobe Acrobat 1 0 1
9.0 Standard 0 0 0
BlueZone 2 0 2
0 0 0

Cisco Systems 1 0 1
VPN Client 0 0 0
Crystal Reports 1 0 1
0 0 0

FaxPress 1 0 1
0 0 0

FrontEnd 3 0 3
0 0 0

GenTax 5 0 5
0 0 0

Internet 3 0 3
Explorer 0 0 0
Microsoft 2 0 2
Access 0 0 0
Microsoft Excel 3 0 3
1 0 1

Microsoft Office 1 0 1
Professional 0 0 0




Application

Reporting

High Low Medium Total

Microsoft 1 0 1
Project 0 0 0
Microsoft 6 0 6
Windows XP 0 0 0
Microsoft Word 4 0 4

0 0 0
Motor Vehicle 8 0 8
Administration 0 0 0
None 10 0 10

0 0 0
Novell 24 0 24
GroupWise 1 0 1
Novell 2 0 2
GroupWise 0 0 0
Novell 1 0 1
Messenger 0 0 0
Oracle SQL 1 0 1
Developer 0 0 0
PC Magazine's 5 0 5
PrintNow 0 0 0
PDF Converter 2 0 2

0 0 0
State Payroll 1 0 1
Time Entry 0 0 0
Symantec 3 0 3
AntiVirus 0 0 0
Utah Criminal 1 0 1
Justice 0 0 0
Visio 1 0 1

0 0 0
Windows 1 0 1
Media Player 0 0 0




High

Low

Medium

Total

Application Reporting Total 95 0 95
2 0 2

Total 230 0 230
7 0 7

EIS Hardware PC/Laptop ATI Multimedia 1 0 1
Center 0 0 0

Multimedia 1 0 1

Keyboard 0 0 0

None 7 0 7

2 0 2

Total 9 0 9

2 0 2

Printer HP LaserJet 1 0 1
4200 0 0 0

Motor Vehicle 2 0 2

Administration 0 0 0

None 15 0 15

3 0 3

Total 18 0 18

3 0 3

Scanner None 3 0 3
1 0 1

Total 3 0 3

1 0 1

Total 30 0 30
6 0 6

Mainframe Error BlueZone 1 0 1
0 0 0

Total 1 0 1

0 0 0

Password BlueZone 2 0 2
0 0 0




High

Low

Medium

Total

Mainframe Password eWorkForce 1 1
Management 0 0

None 6 6

0 0

Total 9 9

0 0

Total 10 10
0 0

Network Error None 1 1
0 0

Total 1 1

0 0

Incident None 5 7
0 0

Total 5 7

0 0

Password None 3 3
0 0

Total 3 3

0 0

Performance Microsoft Excel 1 1
0 0

Motor Vehicle 3 3

Administration 0 0

None 4 4

0 0

Total 8 8

0 0

Total 17 19
0 0

PC/Laptop Error None 4 5
0 0




High Low Medium Total

PC/Laptop Error Total 4 1 5
0 0 0
Hardware Employee 1 0 1
Gateway 0 0 0
None 31 0 31

0
Total 32 0 32
4 0 4
None Microsoft 1 0 1
Windows XP 0 0 0
Total 1 0 1
0 0 0
Virus None 13 0 13
2 0 2
Symantec 18 0 18
AntiVirus 1 0 1
Total 31 0 31

0
Total 68 1 69
7 0 7
Print/Copy/Sca Error Code None 3 0 3
n/Fax 0 0 0
Total 3 0 3
0 0 0
Incident None 24 0 24
5 0 5
Total 24 0 24
5 0 5
Paper Jam None 2 0 2
1 0 1
Total 2 0 2




High

Low

Medium

Total

Print/Copy/Sca Total 0 29 0 29
n/Fax 0 6 0 6
Remote None None 0 1 0 1
Connectivity 0 1 0 1
Total 0 1 0 1

0 1 0 1

Total 0 1 0 1

0 1 0 1

Server Error None 0 1 0 1
0 0 0 0

Total 0 1 0 1

0 0 0 0

Total 0 1 0 1

0 0 0 0

Telecom Hardware None 0 1 0 1
0 0 0 0

Total 0 1 0 1

0 0 0 0

Total 0 1 0 1

0 0 0 0

Wireless Performance None 0 1 0 1
Connectivity 0 0 0 0
Total 0 1 0 1

0 0 0 0

Total 0 1 0 1

0 0 0 0

2 414 2 418

0 27 0 27

_No Tier 2 None None 0 3 0 3
0 0 0 0

Total 0 3 0 3

0 0 0 0




High

Low

Medium

Total

_No Tier 2

Total

Network

Network

_No Tier 2

Application

Error

None

Total

Incident

Performance

Utah Highway
Patrol Mobile

Total

Reporting

FrontEnd




Application

Telecom

High Low Medium Total
Reporting Total 0 0 1
0 0 1
Total 0 0 1
0 0 1
0 0 1
0 0 1
Area Code 0 0 2
0 0 0
Total 0 0 2
0 0 0
None None 0 0 3
0 0 0
Total 0 0 3
0 0 0
Voice Mail 8
0
8
0
13
0
13
0
450

34




Average Time To Initial Response

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards.
Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and
Critical within 30 clock hour minutes.

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.

Top Number - Total Incidents
Bottom Number -Average time in hours

High Low Medium Total
Application Error Novell 0 1 0 1
GroupWise 0.00 2.08 0.00 2.08
Total 0 1 0 1
0.00 2.08 0.00 2.08
Reporting Novell 0 1 0 1
GroupWise 0.00 1.77 0.00 1.77
Total 0 1 0 1
0.00 1.77 0.00 1.77
Total 0 2 0 2
0.00 1.92 0.00 1.92
Server Performance None 0 1 0 1
0.00 1.87 0.00 1.87
Total 0 1 0 1
0.00 1.87 0.00 1.87
Total 0 1 0 1
0.00 1.87 0.00 1.87
0 3 0 3
0.00 1.91 0.00 1.91
_No Tier 2 None None 0 1 0 1
0.00 0.68 0.00 0.68
Total 0 1 0 1
0.00 0.68 0.00 0.68
Total 0 1 0 1
0.00 0.68 0.00 0.68




Application

_No Tier 2

High Low Medium Total
Error None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Password Utah Master 0 2 0 2
Directory 0.00 0.34 0.00 0.34
Total 0 2 0 2
0.00 0.34 0.00 0.34
Total 0 3 0 3
0.00 0.27 0.00 0.27
0 4 0 4
0.00 0.39 0.00 0.39
None Avaya CMS 0 1 0 1
Supervisor 0.00 0.00 0.00 0.00
BlueZone 0 1 0 1
0.00 0.00 0.00 0.00
Microsoft 0 2 0 2
Visual FoxPro 0.00 0.00 0.00 0.00
Microsoft 0 1 0 1
Windows XP 0.00 0.00 0.00 0.00
Motor Vehicle 0 2 0 2
Administration 0.00 0.00 0.00 0.00
None 0 16 1 17
0.00 0.08 0.00 0.07
Novell 0 1 0 1
GroupWise 0.00 0.00 0.00 0.00
PDFCreator 0 1 0 1
0.00 0.00 0.00 0.00
Symantec 0 1 0 1
AntiVirus 0.00 0.00 0.00 0.00
Total 0 26 1 27
0.00 0.05 0.00 0.05




High Low Medium Total

_No Tier 2 Total 0 26 1 27
0.00 0.05 0.00 0.05

Application Error Adobe Flash 0 1 0 1
0.00 0.00 0.00 0.00

Adobe Reader 0 1 0 1
0.00 0.00 0.00 0.00

Firefox 0 1 0 1
0.00 0.83 0.00 0.83

FrontEnd 0 1 0 1
0.00 0.00 0.00 0.00

GenTax 0 13 0 13
0.00 0.00 0.00 0.00

Internet 0 6 0 6
Explorer 0.00 0.01 0.00 0.01
Microsoft Excel 0 2 0 2
0.00 0.00 0.00 0.00

Microsoft 0 1 0 1
Project 0.00 0.00 0.00 0.00
Microsoft 0 2 0 2
Project 0.00 1.26 0.00 1.26
Microsoft 0 13 0 13
Windows XP 0.00 0.29 0.00 0.29
Microsoft Word 0 2 0 2
0.00 0.28 0.00 0.28

Motor Vehicle 0 10 0 10
Administration 0.00 0.00 0.00 0.00
None 0 15 0 15
0.00 0.09 0.00 0.09

Novell Client 0 1 0 1
for 32-bit 0.00 0.00 0.00 0.00
Novell 0 13 0 13
GroupWise 0.00 0.00 0.00 0.00




Application

High Low Medium Total

Error Novell 0 1 0 1
Messenger 0.00 0.00 0.00 0.00
PC Magazine's 0 3 0 5
PrintNow 0.00 0.00 0.00 0.00
PGP 0 1 0 1
0.00 0.84 0.00 0.84

Quick Zip 0 1 0 1
0.00 0.00 0.00 0.00

SmartFTP 0 1 0 1
0.00 0.26 0.00 0.26

Symantec 0 3 0 3
AntiVirus 0.00 0.00 0.00 0.00
Total 0 92 0 92
0.00 0.14 0.00 0.14

None Motor Vehicle 0 2 0 2
Administration 0.00 0.64 0.00 0.64
None 0 4 0 4
0.00 0.00 0.00 0.00

Total 0 6 0 6
0.00 0.27 0.00 0.27

Password Avaya 0 1 0 1
CentreVu 0.00 0.00 0.00 0.00
BlueZone 0 7 0 7
0.00 0.00 0.00 0.00

GenTax 0 18 0 18
0.00 0.00 0.00 0.00

Motor Vehicle 0 1 0 1
Administration 0.00 0.00 0.00 0.00
None 0 4 0 4
0.00 0.14 0.00 0.14

Novell 0 3 0 3
GroupWise 0.00 0.00 0.00 0.00




Application

High Low Medium Total

Password Novell 0 1 0 1
Messenger 0.00 0.00 0.00 0.00
State Payroll 0 1 0 1
Time Entry 0.00 0.00 0.00 0.00
Utah Criminal 0 1 0 1
Justice 0.00 0.00 0.00 0.00
Total 0 37 0 37
0.00 0.02 0.00 0.02

Reporting Adobe Acrobat 0 1 0 1
7.0 0.00 0.00 0.00 0.00
Adobe Acrobat 0 1 0 1
9.0 Standard 0.00 0.00 0.00 0.00
BlueZone 0 2 0 2
0.00 0.00 0.00 0.00

Cisco Systems 0 1 0 1
VPN Client 0.00 0.00 0.00 0.00
Crystal Reports 0 1 0 1
0.00 0.00 0.00 0.00

FaxPress 0 1 0 1
0.00 0.00 0.00 0.00

FrontEnd 0 3 0 3
0.00 0.00 0.00 0.00

GenTax 0 5 0 5
0.00 0.06 0.00 0.06

Internet 0 3 0 3
Explorer 0.00 0.00 0.00 0.00
Microsoft 0 2 0 2
Access 0.00 0.00 0.00 0.00
Microsoft Excel 0 3 0 3
0.00 0.57 0.00 0.57

Microsoft Office 0 1 0 1
Professional 0.00 0.00 0.00 0.00




Application

Reporting

High Low Medium Total

Microsoft 0 1 0 1
Project 0.00 0.00 0.00 0.00
Microsoft 0 6 0 6
Windows XP 0.00 0.10 0.00 0.10
Microsoft Word 0 4 0 4

0.00 0.00 0.00 0.00
Motor Vehicle 0 8 0 8
Administration 0.00 0.03 0.00 0.03
None 0 10 0 10

0.00 0.24 0.00 0.24
Novell 0 24 0 24
GroupWise 0.00 0.18 0.00 0.18
Novell 0 2 0 2
GroupWise 0.00 0.00 0.00 0.00
Novell 0 1 0 1
Messenger 0.00 0.00 0.00 0.00
Oracle SQL 0 1 0 1
Developer 0.00 0.00 0.00 0.00
PC Magazine's 0 5 0 5
PrintNow 0.00 0.00 0.00 0.00
PDF Converter 0 2 0 2

0.00 0.00 0.00 0.00
State Payroll 0 1 0 1
Time Entry 0.00 0.00 0.00 0.00
Symantec 0 3 0 3
AntiVirus 0.00 0.00 0.00 0.00
Utah Criminal 0 1 0 1
Justice 0.00 0.00 0.00 0.00
Visio 0 1 0 1

0.00 0.00 0.00 0.00
Windows 0 1 0 1
Media Player 0.00 0.00 0.00 0.00




High

Low

Medium

Total

Application Reporting Total 0 95 0 95
0.00 0.1 0.00 0.1

Total 0 230 0 230
0.00 0.1 0.00 0.11

EIS Hardware PC/Laptop ATI Multimedia 0 1 0 1
Center 0.00 0.00 0.00 0.00

Multimedia 0 1 0 1

Keyboard 0.00 0.00 0.00 0.00

None 0 7 0 7

0.00 0.53 0.00 0.53

Total 0 9 0 9

0.00 0.46 0.00 0.46

Printer HP LaserJet 0 1 0 1
4200 0.00 0.03 0.00 0.03

Motor Vehicle 0 2 0 2

Administration 0.00 0.00 0.00 0.00

None 0 15 0 15

0.00 0.40 0.00 0.40

Total 0 18 0 18

0.00 0.35 0.00 0.35

Scanner None 0 3 0 3
0.00 0.62 0.00 0.62

Total 0 3 0 3

0.00 0.62 0.00 0.62

Total 0 30 0 30
0.00 0.41 0.00 0.41

Mainframe Error BlueZone 0 1 0 1
0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Password BlueZone 0 2 0 2
0.00 0.00 0.00 0.00




High

Low

Medium

Total

Mainframe Password eWorkForce 0 1 0 1
Management 0.00 0.00 0.00 0.00

None 0 6 0 6

0.00 0.00 0.00 0.00

Total 0 9 0 9

0.00 0.00 0.00 0.00

Total 0 10 0 10
0.00 0.00 0.00 0.00

Network Error None 0 1 0 1
0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Incident None 2 5 0 7
0.05 0.00 0.00 0.02

Total 2 5 0 7

0.05 0.00 0.00 0.02

Password None 0 3 0 3
0.00 0.00 0.00 0.00

Total 0 3 0 3

0.00 0.00 0.00 0.00

Performance Microsoft Excel 0 1 0 1
0.00 0.00 0.00 0.00

Motor Vehicle 0 3 0 3

Administration 0.00 0.00 0.00 0.00

None 0 4 0 4

0.00 0.00 0.00 0.00

Total 0 8 0 8

0.00 0.00 0.00 0.00

Total 2 17 0 19
0.05 0.00 0.00 0.01

PC/Laptop Error None 0 4 1 5
0.00 0.00 0.00 0.00




High

Low

Medium

Total

PC/Laptop Error Total 0 4 1 5
0.00 0.00 0.00 0.00

Hardware Employee 0 1 0 1
Gateway 0.00 0.00 0.00 0.00

None 0 31 0 31

0.00 0.57 0.00 0.57

Total 0 32 0 32

0.00 0.56 0.00 0.56

None Microsoft 0 1 0 1
Windows XP 0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Virus None 0 13 0 13
0.00 0.32 0.00 0.32

Symantec 0 18 0 18

AntiVirus 0.00 0.11 0.00 0.11

Total 0 31 0 31

0.00 0.21 0.00 0.21

Total 0 68 1 69
0.00 0.37 0.00 0.37

Print/Copy/Sca Error Code None 0 3 0 5
n/Fax 0.00 0.16 0.00 0.16
Total 0 3 0 3

0.00 0.16 0.00 0.16

Incident None 0 24 0 24
0.00 0.51 0.00 0.51

Total 0 24 0 24

0.00 0.51 0.00 0.51

Paper Jam None 0 2 0 2
0.00 0.45 0.00 0.45

Total 0 2 0 2

0.00 0.45 0.00 0.45




High Low Medium Total
Print/Copy/Sca Total 0 29 0 29
n/Fax 0.00 0.47 0.00 0.47
Remote None None 0 1 0 1
Connectivity 0.00 1.43 0.00 1.43
Total 0 1 0 1
0.00 1.43 0.00 1.43
Total 0 1 0 1
0.00 1.43 0.00 1.43
Server Error None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Telecom Hardware None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Wireless Performance None 0 1 0 1
Connectivity 0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
2 414 2 418
0.05 0.22 0.00 0.21
_No Tier 2 None None 0 3 0 3
0.00 0.00 0.00 0.00
Total 0 3 0 3
0.00 0.00 0.00 0.00




High Low Medium Total
_No Tier 2 Total 0 3 0 3
0.00 0.00 0.00 0.00
Network Error None 0 1 0 1
0.00 0.14 0.00 0.14
Total 0 1 0 1
0.00 0.14 0.00 0.14
Incident 0 2 0 2
0.00 0.78 0.00 0.78
0 2 0 2
0.00 0.78 0.00 0.78
0 3 0 3
0.00 0.57 0.00 0.57
0 6 0 6
0.00 0.38 0.00 0.38
Network Performance 0 1 3 4
0.00 0.67 0.15 0.28
0 1 3 4
0.00 0.67 0.15 0.28
0 1 3 4
0.00 0.67 0.15 0.28
0 1 3 4
0.00 0.67 0.15 0.28
_No Tier 2 Utah Highway 0 1 0 1
Patrol Mobile 0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
0 1 0 1
0.00 0.00 0.00 0.00
0 1 0 1
0.00 0.00 0.00 0.00
Application Reporting FrontEnd 0 1 0 1
0.00 4.18 0.00 4.18




Application

Telecom

High Low Medium Total
Reporting Total 0 1 0 1
0.00 4.18 0.00 4.18
Total 0 1 0 1
0.00 4.18 0.00 4.18
0 1 0 1
0.00 4.18 0.00 4.18
Area Code 0 2 0 2
0.00 0.19 0.00 0.19
Total 0 2 0 2
0.00 0.19 0.00 0.19
None None 0 3 0 3
0.00 0.00 0.00 0.00
Total 0 3 0 3
0.00 0.00 0.00 0.00
Voice Mail 8
0.10
8
0.10
13
0.10
13
0.10
450

0.25




Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards.

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and
Critical within 2 clock hours.

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.

Top Number - Total Incidents
Bottom Number - Missed Resolution

High Low Medium Total
Application Error Novell 0 1 0 1
GroupWise 0 0 0 0
Total 0 1 0 1
0 0 0 0
Reporting Novell 0 1 0 1
GroupWise 0 0 0 0
Total 0 1 0 1
0 0 0 0
Total 0 2 0 2
0 0 0 0
Server Performance None 0 1 0 1
0 0 0 0
Total 0 1 0 1
0 0 0 0
Total 0 1 0 1
0 0 0 0
0 3 0 3
0 0 0 0
_No Tier 2 None None 0 1 0 1
0 0 0 0
Total 0 1 0 1
0 0 0 0
Total 0 1 0 1
0 0 0 0
Application Error None 0 1 0 1
0 0 0 0




High

Low

Medium

Total

Application

_No Tier 2

Error Total 1 1
0 0

Password Utah Master 2 2
Directory 0 0

Total 2 2

0 0

Total 3 3
0 0

4 4

0 0

None Avaya CMS 1 1
Supervisor 0 0

BlueZone 1 1

0 0

Microsoft 2 2

Visual FoxPro 0 0

Microsoft 1 1

Windows XP 0 0

Motor Vehicle 2 2

Administration 0 0

None 16 17

1 1

Novell 1 1

GroupWise 0 0

PDFCreator 1 1

0 0

Symantec 1 1

AntiVirus 1 1

Total 26 27

2 2

Total 26 27
2 2




Application

Error

High Low Medium Total

Adobe Flash 1 0 1

0 0 0
Adobe Reader 1 0 1

0 0 0
Firefox 1 0 1

0 0 0
FrontEnd 1 0 1

0 0 0
GenTax 13 0 13

0 0 0
Internet 6 0 6
Explorer 0 0 0
Microsoft Excel 2 0 2

0 0 0
Microsoft 1 0 1
Project 0 0 0
Microsoft 2 0 2
Project 0 0 0
Microsoft 13 0 13
Windows XP 0 0 0
Microsoft Word 2 0 2

0 0 0
Motor Vehicle 10 0 10
Administration 0 0 0
None 15 0 15

0 0 0
Novell Client 1 0 1
for 32-bit 0 0 0
Novell 13 0 13
GroupWise 0 0 0
Novell 1 0 1
Messenger 0 0 0




Application

High Low Medium Total

Error PC Magazine's 3 3
PrintNow 0 0
PGP 1 1
0 0

Quick Zip 1 1
0 0

SmartFTP 1 1
0 0

Symantec 3 5
AntiVirus 0 0
Total 92 92
0 0

None Motor Vehicle 2 2
Administration 0 0
None 4 4
0 0

Total 6 6
0 0

Password Avaya 1 1
CentreVu 0 0
BlueZone 7 7
0 0

GenTax 18 18
0 0

Motor Vehicle 1 1
Administration 0 0
None 4 4
0 0

Novell 3 3
GroupWise 0 0
Novell 1 1
Messenger 0 0




Application

High Low Medium Total

Password State Payroll 1 0 1
Time Entry 0 0 0
Utah Criminal 1 0 1
Justice 0 0 0
Total 37 0 37
0 0 0

Reporting Adobe Acrobat 1 0 1
7.0 0 0 0
Adobe Acrobat 1 0 1
9.0 Standard 0 0 0
BlueZone 2 0 2
0 0 0

Cisco Systems 1 0 1
VPN Client 0 0 0
Crystal Reports 1 0 1
0 0 0

FaxPress 1 0 1
0 0 0

FrontEnd 3 0 3
0 0 0

GenTax 5 0 5
0 0 0

Internet 3 0 3
Explorer 0 0 0
Microsoft 2 0 2
Access 0 0 0
Microsoft Excel 3 0 3
0 0 0

Microsoft Office 1 0 1
Professional 0 0 0
Microsoft 1 0 1
Project 0 0 0




Application

Reporting

High Low Medium Total

Microsoft 6 0 6
Windows XP 0 0 0
Microsoft Word 4 0 4

0 0 0
Motor Vehicle 8 0 8
Administration 0 0 0
None 10 0 10

0 0 0
Novell 24 0 24
GroupWise 0 0 0
Novell 2 0 2
GroupWise 0 0 0
Novell 1 0 1
Messenger 0 0 0
Oracle SQL 1 0 1
Developer 0 0 0
PC Magazine's 5 0 5
PrintNow 0 0 0
PDF Converter 2 0 2

0 0 0
State Payroll 1 0 1
Time Entry 0 0 0
Symantec 3 0 3
AntiVirus 0 0 0
Utah Criminal 1 0 1
Justice 0 0 0
Visio 1 0 1

0 0 0
Windows 1 0 1
Media Player 0 0 0
Total 95 0 95

0 0 0




High Low Medium Total
Application Total 230 0 230
0 0 0
EIS Hardware PC/Laptop ATI Multimedia 1 0 1
Center 0 0 0
Multimedia 1 0 1
Keyboard 0 0 0
None 7 0 7
0 0 0
Total 9 0 9
0 0 0
Printer HP LaserJet 1 0 1
4200 0 0 0
Motor Vehicle 2 0 2
Administration 0 0 0
None 15 0 15
0 0 0
Total 18 0 18
0 0 0
Scanner None 3 0 3
0 0 0
Total 3 0 3
0 0 0
Total 30 0 30
0 0 0
Mainframe Error BlueZone 1 0 1
0 0 0
Total 1 0 1
0 0 0
Password BlueZone 2 0 2
0 0 0
eWorkForce 1 0 1
Management 0 0 0




High

Low

Medium

Total

Mainframe Password None 6 6
0 0

Total 9 9

0 0

Total 10 10
0 0

Network Error None 1 1
0 0

Total 1 1

0 0

Incident None 5 7
0 0

Total 5 7

0 0

Password None 3 3
0 0

Total 3 3

0 0

Performance Microsoft Excel 1 1
0 0

Motor Vehicle 3 3

Administration 0 0

None 4 4

0 0

Total 8 8

0 0

Total 17 19
0 0

PC/Laptop Error None 4 5
0 0

Total 4 5

0 0




High

Low

Medium

Total

PC/Laptop Hardware Employee 1 1
Gateway 0 0

None 31 31

1 1

Total 32 32

1 1

None Microsoft 1 1
Windows XP 0 0

Total 1 1

0 0

Virus None 13 13
0 0

Symantec 18 18

AntiVirus 1 1

Total 31 31

1 1

Total 68 69
2 2

Print/Copy/Sca Error Code None 3 3
n/Fax 0 0
Total 3 3

0 0

Incident None 24 24
2 2

Total 24 24

2 2

Paper Jam None 2 2
0 0

Total 2 2

0 0

Total 29 29
2 2




High

Low

Medium

Total

Remote None None 1 1
Connectivity 0 0
Total 1 1

0 0

Total 1 1

0 0

Server Error None 1 1
0 0

Total 1 1

0 0

Total 1 1

0 0

Telecom Hardware None 1 1
0 0

Total 1 1

0 0

Total 1 1

0 0

Wireless Performance None 1 1
Connectivity 0 0
Total 1 1

0 0

Total 1 1

0 0

414 418

6 6

_No Tier 2 None None 3 3
0 0

Total 3 3

0 0

Total 3 3

0 0




Network

Network

_No Tier 2

Application

High Low Medium Total

Error None 0 1
0 0

Total 0 1

0 0

Incident 0 2
0 0

0 2

0 0

0 3

0 0

0 6

0 0

Performance 3 4
2 2

3 4

2 2

3 4

2 2

3 4

2 2

Utah Highway 0 1

Patrol Mobile 0 0

Total 0 1

0 0

0 1

0 0

0 1

0 0

Reporting FrontEnd 0 1
0 1

Total 0 1




High

Low

Medium

Total

Telecom

Application

Area Code

Total

None

None

Total

Voice Mail




Average Time To Resolution

Average time to resolution tracks DTS' efforts to resolve customer incidents based upon established enterprise standards.

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and
Critical within 2 clock hours.

Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.

Top Number - Total Incidents
Bottom Number - Average time in hours

High Low Medium Total
Application Error Novell 0 1 0 1
GroupWise 0.00 2.08 0.00 2.08
Total 0 1 0 1
0.00 2.08 0.00 2.08
Reporting Novell 0 1 0 1
GroupWise 0.00 1.77 0.00 1.77
Total 0 1 0 1
0.00 1.77 0.00 1.77
Total 0 2 0 2
0.00 1.92 0.00 1.92
Server Performance None 0 1 0 1
0.00 1.87 0.00 1.87
Total 0 1 0 1
0.00 1.87 0.00 1.87
Total 0 1 0 1
0.00 1.87 0.00 1.87
0 3 0 3
0.00 1.91 0.00 1.91
_No Tier 2 None None 0 1 0 1
0.00 0.68 0.00 0.68
Total 0 1 0 1
0.00 0.68 0.00 0.68
Total 0 1 0 1
0.00 0.68 0.00 0.68




Application

_No Tier 2

High Low Medium Total
Error None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Password Utah Master 0 2 0 2
Directory 0.00 3.62 0.00 3.62
Total 0 2 0 2
0.00 3.62 0.00 3.62
Total 0 3 0 3
0.00 2.90 0.00 2.90
0 4 0 4
0.00 2.27 0.00 2.27
None Avaya CMS 0 1 0 1
Supervisor 0.00 1.01 0.00 1.01
BlueZone 0 1 0 1
0.00 0.00 0.00 0.00
Microsoft 0 2 0 2
Visual FoxPro 0.00 0.00 0.00 0.00
Microsoft 0 1 0 1
Windows XP 0.00 0.81 0.00 0.81
Motor Vehicle 0 2 0 2
Administration 0.00 0.00 0.00 0.00
None 0 16 1 17
0.00 5.68 0.00 5.50
Novell 0 1 0 1
GroupWise 0.00 0.00 0.00 0.00
PDFCreator 0 1 0 1
0.00 0.30 0.00 0.30
Symantec 0 1 0 1
AntiVirus 0.00 4.87 0.00 4.87
Total 0 26 1 27
0.00 4.22 0.00 413




High Low Medium Total

_No Tier 2 Total 0 26 1 27
0.00 4.22 0.00 413

Application Error Adobe Flash 0 1 0 1
0.00 0.00 0.00 0.00

Adobe Reader 0 1 0 1
0.00 0.00 0.00 0.00

Firefox 0 1 0 1
0.00 0.83 0.00 0.83

FrontEnd 0 1 0 1
0.00 0.00 0.00 0.00

GenTax 0 13 0 13
0.00 0.00 0.00 0.00

Internet 0 6 0 6
Explorer 0.00 0.33 0.00 0.33
Microsoft Excel 0 2 0 2
0.00 0.00 0.00 0.00

Microsoft 0 1 0 1
Project 0.00 0.00 0.00 0.00
Microsoft 0 2 0 2
Project 0.00 4.86 0.00 4.86
Microsoft 0 13 0 13
Windows XP 0.00 0.29 0.00 0.29
Microsoft Word 0 2 0 2
0.00 0.28 0.00 0.28

Motor Vehicle 0 10 0 10
Administration 0.00 0.04 0.00 0.04
None 0 15 0 15
0.00 1.37 0.00 1.37

Novell Client 0 1 0 1
for 32-bit 0.00 0.00 0.00 0.00
Novell 0 13 0 13
GroupWise 0.00 0.00 0.00 0.00




Application

High Low Medium Total

Error Novell 0 1 0 1
Messenger 0.00 0.00 0.00 0.00
PC Magazine's 0 3 0 5
PrintNow 0.00 0.00 0.00 0.00
PGP 0 1 0 1
0.00 0.84 0.00 0.84

Quick Zip 0 1 0 1
0.00 0.00 0.00 0.00

SmartFTP 0 1 0 1
0.00 0.26 0.00 0.26

Symantec 0 3 0 3
AntiVirus 0.00 0.00 0.00 0.00
Total 0 92 0 92
0.00 0.50 0.00 0.50

None Motor Vehicle 0 2 0 2
Administration 0.00 448 0.00 448
None 0 4 0 4
0.00 0.43 0.00 0.43

Total 0 6 0 6
0.00 1.64 0.00 1.64

Password Avaya 0 1 0 1
CentreVu 0.00 0.00 0.00 0.00
BlueZone 0 7 0 7
0.00 0.00 0.00 0.00

GenTax 0 18 0 18
0.00 0.00 0.00 0.00

Motor Vehicle 0 1 0 1
Administration 0.00 0.00 0.00 0.00
None 0 4 0 4
0.00 0.15 0.00 0.15

Novell 0 3 0 3
GroupWise 0.00 0.00 0.00 0.00




Application

High Low Medium Total

Password Novell 0 1 0 1
Messenger 0.00 0.00 0.00 0.00
State Payroll 0 1 0 1
Time Entry 0.00 0.00 0.00 0.00
Utah Criminal 0 1 0 1
Justice 0.00 0.00 0.00 0.00
Total 0 37 0 37
0.00 0.02 0.00 0.02

Reporting Adobe Acrobat 0 1 0 1
7.0 0.00 0.00 0.00 0.00
Adobe Acrobat 0 1 0 1
9.0 Standard 0.00 0.00 0.00 0.00
BlueZone 0 2 0 2
0.00 0.00 0.00 0.00

Cisco Systems 0 1 0 1
VPN Client 0.00 0.00 0.00 0.00
Crystal Reports 0 1 0 1
0.00 0.00 0.00 0.00

FaxPress 0 1 0 1
0.00 0.00 0.00 0.00

FrontEnd 0 3 0 3
0.00 0.00 0.00 0.00

GenTax 0 5 0 5
0.00 0.25 0.00 0.25

Internet 0 3 0 3
Explorer 0.00 0.00 0.00 0.00
Microsoft 0 2 0 2
Access 0.00 0.00 0.00 0.00
Microsoft Excel 0 3 0 3
0.00 0.78 0.00 0.78

Microsoft Office 0 1 0 1
Professional 0.00 0.00 0.00 0.00




Application

Reporting

High Low Medium Total

Microsoft 0 1 0 1
Project 0.00 0.00 0.00 0.00
Microsoft 0 6 0 6
Windows XP 0.00 0.10 0.00 0.10
Microsoft Word 0 4 0 4

0.00 0.00 0.00 0.00
Motor Vehicle 0 8 0 8
Administration 0.00 0.03 0.00 0.03
None 0 10 0 10

0.00 0.49 0.00 0.49
Novell 0 24 0 24
GroupWise 0.00 0.36 0.00 0.36
Novell 0 2 0 2
GroupWise 0.00 0.00 0.00 0.00
Novell 0 1 0 1
Messenger 0.00 0.00 0.00 0.00
Oracle SQL 0 1 0 1
Developer 0.00 0.00 0.00 0.00
PC Magazine's 0 5 0 5
PrintNow 0.00 0.00 0.00 0.00
PDF Converter 0 2 0 2

0.00 0.00 0.00 0.00
State Payroll 0 1 0 1
Time Entry 0.00 0.00 0.00 0.00
Symantec 0 3 0 3
AntiVirus 0.00 0.94 0.00 0.94
Utah Criminal 0 1 0 1
Justice 0.00 0.00 0.00 0.00
Visio 0 1 0 1

0.00 0.00 0.00 0.00
Windows 0 1 0 1
Media Player 0.00 0.00 0.00 0.00




High

Low

Medium

Total

Application Reporting Total 0 95 0 95
0.00 0.25 0.00 0.25

Total 0 230 0 230
0.00 0.37 0.00 0.37

EIS Hardware PC/Laptop ATI Multimedia 0 1 0 1
Center 0.00 0.00 0.00 0.00

Multimedia 0 1 0 1

Keyboard 0.00 0.00 0.00 0.00

None 0 7 0 7

0.00 1.00 0.00 1.00

Total 0 9 0 9

0.00 0.87 0.00 0.87

Printer HP LaserJet 0 1 0 1
4200 0.00 0.63 0.00 0.63

Motor Vehicle 0 2 0 2

Administration 0.00 0.00 0.00 0.00

None 0 15 0 15

0.00 28.23 0.00 28.23

Total 0 18 0 18

0.00 24.38 0.00 24.38

Scanner None 0 3 0 3
0.00 0.75 0.00 0.75

Total 0 3 0 3

0.00 0.75 0.00 0.75

Total 0 30 0 30
0.00 14.77 0.00 14.77

Mainframe Error BlueZone 0 1 0 1
0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Password BlueZone 0 2 0 2
0.00 0.00 0.00 0.00




High

Low

Medium

Total

Mainframe Password eWorkForce 0 1 0 1
Management 0.00 0.00 0.00 0.00

None 0 6 0 6

0.00 0.00 0.00 0.00

Total 0 9 0 9

0.00 0.00 0.00 0.00

Total 0 10 0 10
0.00 0.00 0.00 0.00

Network Error None 0 1 0 1
0.00 0.00 0.00 0.00

Total 0 1 0 1

0.00 0.00 0.00 0.00

Incident None 2 5 0 7
0.30 0.00 0.00 0.13

Total 2 5 0 7

0.30 0.00 0.00 0.13

Password None 0 3 0 3
0.00 0.00 0.00 0.00

Total 0 3 0 3

0.00 0.00 0.00 0.00

Performance Microsoft Excel 0 1 0 1
0.00 0.00 0.00 0.00

Motor Vehicle 0 3 0 3

Administration 0.00 0.31 0.00 0.31

None 0 4 0 4

0.00 0.00 0.00 0.00

Total 0 8 0 8

0.00 0.14 0.00 0.14

Total 2 17 0 19
0.30 0.07 0.00 0.11

PC/Laptop Error None 0 4 1 5
0.00 0.00 0.00 0.00




High

Low

Medium

Total

PC/Laptop Error Total 0 4 1 5
0.00 0.00 0.00 0.00

Hardware Employee 0 1 0 1
Gateway 0.00 0.00 0.00 0.00

None 0 31 0 31

0.00 2.52 0.00 2.52

Total 0 32 0 32

0.00 2.46 0.00 2.46

None Microsoft 0 1 0 1
Windows XP 0.00 1.12 0.00 1.12

Total 0 1 0 1

0.00 1.12 0.00 1.12

Virus None 0 13 0 13
0.00 1.09 0.00 1.09

Symantec 0 18 0 18

AntiVirus 0.00 1.35 0.00 1.35

Total 0 31 0 31

0.00 1.24 0.00 1.24

Total 0 68 1 69
0.00 1.75 0.00 1.73

Print/Copy/Sca Error Code None 0 3 0 5
n/Fax 0.00 0.16 0.00 0.16
Total 0 3 0 3

0.00 0.16 0.00 0.16

Incident None 0 24 0 24
0.00 0.64 0.00 0.64

Total 0 24 0 24

0.00 0.64 0.00 0.64

Paper Jam None 0 2 0 2
0.00 0.45 0.00 0.45

Total 0 2 0 2

0.00 0.45 0.00 0.45




High Low Medium Total
Print/Copy/Sca Total 0 29 0 29
n/Fax 0.00 0.58 0.00 0.58
Remote None None 0 1 0 1
Connectivity 0.00 1.81 0.00 1.81
Total 0 1 0 1
0.00 1.81 0.00 1.81
Total 0 1 0 1
0.00 1.81 0.00 1.81
Server Error None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Telecom Hardware None 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
Wireless Performance None 0 1 0 1
Connectivity 0.00 0.40 0.00 0.40
Total 0 1 0 1
0.00 0.40 0.00 0.40
Total 0 1 0 1
0.00 0.40 0.00 0.40
2 414 2 418
0.30 2.27 0.00 2.25
_No Tier 2 None None 0 3 0 3
0.00 0.00 0.00 0.00
Total 0 3 0 3
0.00 0.00 0.00 0.00




High Low Medium Total
_No Tier 2 Total 0 3 0 3
0.00 0.00 0.00 0.00
Network Error None 0 1 0 1
0.00 0.14 0.00 0.14
Total 0 1 0 1
0.00 0.14 0.00 0.14
Incident 0 2 0 2
0.00 0.78 0.00 0.78
0 2 0 2
0.00 0.78 0.00 0.78
0 3 0 3
0.00 0.57 0.00 0.57
0 6 0 6
0.00 0.38 0.00 0.38
Network Performance 0 1 3 4
0.00 0.67 5.89 4.58
0 1 3 4
0.00 0.67 5.89 4.58
0 1 3 4
0.00 0.67 5.89 4.58
0 1 3 4
0.00 0.67 5.89 4.58
_No Tier 2 Utah Highway 0 1 0 1
Patrol Mobile 0.00 0.00 0.00 0.00
Total 0 1 0 1
0.00 0.00 0.00 0.00
0 1 0 1
0.00 0.00 0.00 0.00
0 1 0 1
0.00 0.00 0.00 0.00
Application Reporting FrontEnd 0 1 0 1
0.00 4.18 0.00 4.18




Telecom

Application

High Low Medium Total
Reporting Total 0 1 0 1
0.00 4.18 0.00 4.18
Total 0 1 0 1
0.00 4.18 0.00 4.18
0 1 0 1
0.00 4.18 0.00 4.18
Area Code 0 2 0 2
0.00 0.23 0.00 0.23
Total 0 2 0 2
0.00 0.23 0.00 0.23
None None 0 3 0 3
0.00 0.00 0.00 0.00
Total 0 3 0 3
0.00 0.00 0.00 0.00
Voice Mail 8
0.18
8
0.18
13
0.16
13
0.16
450
217

INC000000051108 _No Tier 2 None None TIR Missed: No  TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: Yes TTR: 162.63
INC000000057617 _No Tier 2 None None TIR Missed: No  TIR: 0.78
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No TTR: 0.78
INC000000057621 _No Tier 2 None None TIR Missed: No  TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No TTR: 1.50
INC000000058332 _No Tier 2 None None TIR Missed: No  TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No TTR: 1.20
INC000000058670 _No Tier 2 None None TIR Missed: No  TIR: 0.00
Metro B Hosting Tax Commission Low Closed TTR Missed: No TTR: 0.00
INC000000058801 _No Tier 2 None None TIR Missed: No  TIR: 0.00




Metro B Desktop Support Tax Commission Low Closed TTR Missed: No TTR: 1.44
INC000000058912 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 1.92
INC000000059079 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro B Hosting Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000061125  _No Tier 2 None None TIR Missed: No  TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 1.27
INC000000061202  _No Tier 2 None None TIR Missed: No  TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.18
INC000000061212 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.18
INC000000061890  _No Tier 2 None Microsoft Visual FoxPro TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000062500 _No Tier 2 None Motor Vehicle Administra TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000062504 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 2.37
INC000000062753 _No Tier 2 None PDFCreator TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.60
INC000000063243 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.68
INC000000063352 _No Tier 2 None Avaya CMS Supervisor TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 2.02
INC000000064693 _No Tier 2 None BlueZone TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000065365 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Medium Resolved TTR Missed: No  TTR: 0.00
INC000000065981  _No Tier 2 None Microsoft Visual FoxPro TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000067696  _No Tier 2 None Utah Highway Patrol Mok TIR Missed: No TIR: 0.00
Rural Central Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000068343 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000068968 _No Tier 2 None Microsoft Windows XP Pi TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No TTR: 1.61
INC000000069744 _No Tier 2 None None TIRMissed: No TIR:  0.61
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.61
INC000000070461  _No Tier 2 None Symantec AntiVirus TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: Yes TTR: 9.75
INC000000070505 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.54
INC000000070513 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.51
INC000000070523 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro B Hosting Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000070759  _No Tier 2 None Motor Vehicle Administra TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000070777 _No Tier 2 None None TIR Missed: Yes TIR: 1.37



Help Desk Tax Commission Low Resolved TTR Missed: No  TTR: 1.37
INC000000071292  _No Tier 2 None Novell GroupWise TIR Missed: No  TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000071626 _No Tier 2 None None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.20
INC000000057247  Application Password GenTax TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000057251  Application Error Microsoft Windows XP Pi TIR Missed: No  TIR: 0.59
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.59
INC000000057272  Application Error Microsoft Windows XP Pi TIR Missed: No  TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000057289  Application Error Microsoft Windows XP Pi TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000057324  Application Error None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000057466  Application Password BlueZone TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000057544  Application Error Novell GroupWise TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000057561  Application Error Novell GroupWise TIR Missed: Yes TIR: 4.16
Capitol Desktop Support Tax Commission Low Closed TTR Missed: No TTR: 4.16
INC000000057853  Application Password Utah Master Directory TIR Missed: No TIR: 0.45
Help Desk Tax Commission Low Closed TTR Missed: No  TTR: 11.29
INC000000057918  Application Error None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000057921  Application Reporting GenTax TIRMissed: No TIR: 0.35
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 1.52
INC000000057932  Application Error Novell GroupWise TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000058087  Application Reporting None TIRMissed: No TIR: 0.26
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.26
INC000000058276  Application Password GenTax TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000058369  Application Password GenTax TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000058444  Application Error GenTax TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000058580  Application Error Microsoft Project TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000058585  Application Password GenTax TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000058586  Application Error None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000058647  Application Password GenTax TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000058684  Application Password None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00




INC000000058730  Application Error Novell GroupWise TIR Missed: No  TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000058833  Application Reporting FrontEnd TIR Missed: Yes TIR: 8.37
Security Tax Commission Low Closed TTR Missed: Yes TTR: 8.37
INC000000058882  Application Reporting Novell GroupWise TIR Missed: No  TIR: 0.84
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No TTR: 1.54
INC000000058961  Application Reporting Novell GroupWise TIR Missed: Yes TIR: 3.92
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No TTR: 7.44
INC000000059005  Application Reporting Novell GroupWise TIR Missed: No  TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000059016  Application Reporting Microsoft Project TIR Missed: No  TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000059147  Application Error PC Magazine's PrintNow TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000059158  Application Reporting Motor Vehicle Administra TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000059281  Application Password GenTax TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000059306  Application Error None TIR Missed: No TIR:  0.31
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No TTR: 4.34
INC000000059325  Application Error Microsoft Windows XP Pi TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000059329  Application Reporting GenTax TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000059342  Application Password GenTax TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000059356  Application Error None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000059384  Application Reporting None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000059391  Application Error None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000059398  Application Reporting Crystal Reports TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000059474  Application Error Novell GroupWise TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000059483  Application Reporting BlueZone TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000059508  Application Error GenTax TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000059510  Application Reporting Novell GroupWise TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000059513  Application Password Novell GroupWise TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000059571  Application Reporting Microsoft Word TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000059611  Application Reporting Novell GroupWise TIR Missed: Yes TIR: 3.53
Capitol Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 3.53




INC000000059634  Application Error Novell GroupWise TIR Missed: No  TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000059638  Application None Motor Vehicle Administra TIR Missed: Yes TIR: 1.92
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 13.43
INC000000059686  Application None None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000059710  Application Error Microsoft Project Standar TIR Missed: Yes TIR: 3.79
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 14.59
INC000000059722  Application None None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.35
INC000000059726  Application Reporting None TIR Missed: No TIR:  0.99
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.99
INC000000059873  Application Reporting Symantec AntiVirus TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.99
INC000000059888  Application Reporting Microsoft Windows XP Pi TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000059946  Application Reporting None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000060056  Application Password BlueZone TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000060152  Application Error Microsoft Project Standar TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000060188  Application Password GenTax TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000060215  Application Error GenTax TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000060276  Application Reporting Motor Vehicle Administra TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000060295  Application Reporting Motor Vehicle Administra TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000060359  Application Reporting Microsoft Excel TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000060363  Application Reporting Adobe Acrobat 9.0 Stand TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000060409  Application Reporting Microsoft Word TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000060662  Application Error Internet Explorer TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000060674  Application Reporting BlueZone TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000060694  Application Error Adobe Flash TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000060697  Application Reporting Novell GroupWise TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.72
INC000000060824  Application Reporting Novell GroupWise TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000060828  Application Error Microsoft Word TIR Missed: No TIR: 0.84
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.84




INC000000061083  Application Error Microsoft Windows XP Pi TIR Missed: No  TIR: 0.98
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.98
INC000000061096  Application Error Microsoft Windows XP Pi TIR Missed: No  TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000061122  Application Error None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000061153  Application Reporting PDF Converter TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000061187  Application Error Microsoft Windows XP Pi TIR Missed: No  TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000061402  Application Password GenTax TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000061429  Application Password BlueZone TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000061444  Application Password BlueZone TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000061510  Application Password Motor Vehicle Administra TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000061574  Application Error Motor Vehicle Administra TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000061603  Application Error Novell GroupWise TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000061653  Application Error Motor Vehicle Administra TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000061698  Application Error Motor Vehicle Administra TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000061870  Application Error Microsoft Windows XP Pi TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000062140  Application Reporting Microsoft Windows XP Pi TIR Missed: No TIR: 0.70
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.70
INC000000062145  Application Error Internet Explorer TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000062174  Application Reporting None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000062262  Application Error Microsoft Windows XP Pi TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000062322  Application Reporting Novell GroupWise TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000062325  Application Reporting Symantec AntiVirus TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 3.72
INC000000062365  Application None None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 1.61
INC000000062404  Application Password GenTax TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000062795  Application Reporting GenTax TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000062837  Application Reporting Microsoft Excel TIR Missed: Yes TIR: 2.29
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 3.12




INC000000063104  Application None None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 1.05
INC000000063178  Application Reporting Novell GroupWise TIR Missed: No  TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000063287  Application Password Utah Master Directory TIR Missed: No  TIR: 0.90
Help Desk Tax Commission Low Closed TTR Missed: No  TTR: 3.20
INC000000063544  Application Reporting FrontEnd TIR Missed: No  TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000063638  Application Error Novell GroupWise TIR Missed: No  TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000063667  Application Password GenTax TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000063738  Application Reporting PC Magazine's PrintNow TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000063919  Application Reporting PC Magazine's PrintNow TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000063994  Application Error GenTax TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000064071  Application Reporting GenTax TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000064084  Application Reporting Oracle SQL Developer TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000064121  Application Error Microsoft Windows XP Pi TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000064152  Application Error Symantec AntiVirus TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000064197  Application Error GenTax TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000064210  Application Error Symantec AntiVirus TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000064237  Application Reporting Microsoft Access TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000064250  Application Error None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000064284  Application Reporting Novell GroupWise TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000064289  Application Error GenTax TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000064300  Application Error Quick Zip TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000064330  Application Error Microsoft Excel TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000064352  Application Reporting Microsoft Excel TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000064369  Application Reporting Microsoft Windows XP Pi TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000064519  Application Error Novell GroupWise TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00




INC000000064635  Application Error GenTax TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000064684  Application Reporting Novell GroupWise TIR Missed: No  TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000064708  Application Reporting Windows Media Player TIR Missed: No  TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000064764  Application Error None TIRMissed: No TIR:  0.41
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 15.73
INC000000064817  Application Password GenTax TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000064832  Application Reporting FrontEnd TIR Missed: No  TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000065217  Application Error Microsoft Word TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000065243  Application Error Internet Explorer TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000065306  Application Password State Payroll Time Entry TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000065320  Application Error Internet Explorer TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000065353  Application Error Microsoft Windows XP Pi TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000065421  Application Password GenTax TIR Missed: No TIR:  0.03
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.07
INC000000065504  Application Reporting Novell GroupWise TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000065537  Application Reporting FrontEnd TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000065791  Application Password GenTax TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000065820  Application Reporting PC Magazine's PrintNow TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000065921  Application Reporting Novell GroupWise TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000065924  Application Error Motor Vehicle Administra TIR Missed: No TIR: 0.04
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.46
INC000000065976  Application Reporting Symantec AntiVirus TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000065994  Application Error Novell GroupWise TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000066036  Application Error Internet Explorer TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000066067  Application Error Internet Explorer TIR Missed: No TIR: 0.10
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 2.29
INC000000066150  Application Reporting Novell GroupWise TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000066304  Application Reporting Microsoft Windows XP Pi TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00




INC000000066327  Application Reporting Internet Explorer TIR Missed: No  TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000066369  Application Reporting State Payroll Time Entry TIR Missed: No  TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000066384  Application Reporting Microsoft Word TIR Missed: No  TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000066415  Application Reporting Motor Vehicle Administra TIR Missed: No  TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000066630  Application Error PGP TIR Missed: Yes TIR: 1.67
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 1.67
INC000000066659  Application Reporting Microsoft Windows XP Pi TIR Missed: No  TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000066760  Application Error None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000066985  Application Error SmartFTP TIR Missed: No TIR: 0.51
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.51
INC000000067094  Application Reporting Novell GroupWise TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000067220  Application Reporting Internet Explorer TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000067247  Application Reporting Cisco Systems VPN Clier TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000067377  Application Error None TIRMissed: No TIR:  0.21
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 5.07
INC000000067415  Application Reporting PDF Converter TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000067425  Application Error Motor Vehicle Administra TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000067431  Application Error FrontEnd TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000067441  Application Reporting Microsoft Windows XP Pi TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000067451  Application Reporting None TIR Missed: No TIR: 0.84
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 4.40
INC000000067452  Application Error Novell Messenger TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000067669  Application Reporting Novell GroupWise TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000067745  Application Error GenTax TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000067768  Application Reporting Utah Criminal Justice Infc TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000067780  Application Reporting None TIR Missed: No TIR: 0.80
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.90
INC000000067791  Application Reporting None TIRMissed: No TIR: 0.75
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.75
INC000000067843  Application Reporting PC Magazine's PrintNow TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00




INC000000067893  Application Error Motor Vehicle Administra TIR Missed: No  TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000067939  Application Error Firefox TIR Missed: Yes TIR: 1.66
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 1.66
INC000000067956  Application Reporting Novell GroupWise TIR Missed: No  TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000068021  Application Reporting Microsoft Office Professic TIR Missed: No  TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000068254  Application Reporting Motor Vehicle Administra TIR Missed: No  TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000068264  Application Reporting Motor Vehicle Administra TIR Missed: No  TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000068273  Application Password Novell Messenger TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000068318  Application Reporting Novell Messenger TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000068332  Application Reporting Internet Explorer TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000068348  Application Password Avaya CentreVu Supervis TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000068401  Application Error Microsoft Windows XP Pi TIR Missed: Yes TIR: 3.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 3.00
INC000000068418  Application Error PC Magazine's PrintNow TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000068420  Application Reporting Novell GroupWise TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000068492  Application Password BlueZone TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000068511  Application Password Novell GroupWise TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000068645  Application Error GenTax TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000068648  Application Error GenTax TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000068656  Application Error GenTax TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000068661  Application Error GenTax TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000068709  Application Error GenTax TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000068725  Application Reporting GenTax TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000068730  Application Error Microsoft Windows XP Pi TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000068756  Application Error PC Magazine's PrintNow TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000068801  Application Reporting Microsoft Access TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00




INC000000069058  Application Reporting Novell GroupWise Admin TIR Missed: No  TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000069064  Application Reporting Novell GroupWise Admin TIR Missed: No  TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000069096  Application Reporting Novell GroupWise TIR Missed: No  TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000069170  Application Password GenTax TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000069224  Application Reporting Motor Vehicle Administra TIR Missed: No  TIR: 0.25
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.25
INC000000069338  Application Password Utah Criminal Justice Infc TIR Missed: No  TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000069342  Application Reporting Novell GroupWise TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000069459  Application Reporting Novell GroupWise TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000069537  Application Reporting Novell GroupWise TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000069563  Application Error Novell GroupWise TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000069603  Application Error Novell GroupWise TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000069629  Application Reporting Adobe Acrobat 7.0 Profes TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000069659  Application Error Motor Vehicle Administra TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000069704  Application Error None TIR Missed: No TIR:  0.00
Help Desk Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000069868  Application Password GenTax TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000069908  Application Password GenTax TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000070063  Application Error Novell Client for 32-bit W TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000070143  Application Reporting Novell GroupWise TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000070234  Application Reporting Novell GroupWise TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000070281  Application Error None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000070361  Application Error None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000070460  Application Error Symantec AntiVirus TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000070501  Application Error Novell GroupWise TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000070512  Application Password GenTax TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00




INC000000070533  Application Error Adobe Reader TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000070544  Application Error None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000070563  Application None Motor Vehicle Administra TIR Missed: No  TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000070595  Application Password None TIRMissed: No TIR: 0.70
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.74
INC000000070707  Application Error None TIR Missed: No TIR: 0.82
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.82
INC000000070774  Application Reporting Motor Vehicle Administra TIR Missed: No  TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000070800  Application Password BlueZone TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000070819  Application Error Novell GroupWise TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000070897  Application Password BlueZone TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000071050  Application Reporting Microsoft Word TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000071080  Application Reporting None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000071257  Application Reporting None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000071302  Application Reporting Novell GroupWise TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000071332  Application Error Microsoft Excel TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000071346  Application Password None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000071397  Application Password None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000071684  Application Reporting FaxPress TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000071769  Application Reporting Visio TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000071777  Application Error Motor Vehicle Administra TIR Missed: No  TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000071821  Application Reporting PC Magazine's PrintNow TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000071831  Application Error Motor Vehicle Administra TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000071835  Application Error Motor Vehicle Administra TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000072022  Application Password Novell GroupWise TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000015528  EIS Hardware Printer None TIR Missed: Yes TIR: 1.93



Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 683.84
INC000000057323  EIS Hardware PC/Laptop None TIR Missed: No TIR:  0.11
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.11
INC000000057344  EIS Hardware Printer None TIR Missed: No TIR:  0.04
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No TTR: 1.04
INC000000057387  EIS Hardware PC/Laptop None TIR Missed: No  TIR: 0.47
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 1.21
INC000000057396  EIS Hardware Printer None TIR Missed: No TIR:  0.33
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 4.39
INC000000058139  EIS Hardware PC/Laptop None TIR Missed: Yes TIR: 1.72
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 1.72
INC000000059150  EIS Hardware Printer None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000059336  EIS Hardware Printer None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000060375  EIS Hardware Printer None TIRMissed: No TIR: 0.65
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 3.08
INC000000060899  EIS Hardware Printer HP LaserJet 4200 TIR Missed: No TIR: 0.06
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 1.27
INC000000060904  EIS Hardware PC/Laptop Multimedia Keyboard TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000061162  EIS Hardware Printer None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000062183  EIS Hardware PC/Laptop None TIR Missed: Yes TIR: 4.54
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No TTR: 4.54
INC000000062470  EIS Hardware Printer None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000063291  EIS Hardware PC/Laptop None TIR Missed: No TIR: 0.06
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.25
INC000000063653  EIS Hardware Printer None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000063987  EIS Hardware Scanner None TIR Missed: No TIR: 0.18
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.51
INC000000065337  EIS Hardware Printer None TIRMissed: No TIR: 048
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.48
INC000000065449  EIS Hardware PC/Laptop None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000065627  EIS Hardware Printer None TIR Missed: No  TIR: 0.44
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.44
INC000000066197  EIS Hardware Printer None TIR Missed: Yes TIR: 2.05
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 2.05
INC000000067073  EIS Hardware Printer Motor Vehicle Administra TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000067290  EIS Hardware Printer Motor Vehicle Administra TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000068314  EIS Hardware PC/Laptop None TIR Missed: No TIR: 0.06
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 5.21
INC000000068342  EIS Hardware Printer None TIR Missed: No  TIR: 0.74



Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 2.44
INC000000068663  EIS Hardware Printer None TIR Missed: Yes TIR: 2.85
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No TTR: 4.10
INC000000069519  EIS Hardware Printer None TIR Missed: No TIR:  0.60
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 3.85
INC000000069566  EIS Hardware Scanner None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000069657  EIS Hardware Scanner None TIR Missed: Yes TIR: 2.90
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 3.21
INC000000069789  EIS Hardware PC/Laptop ATI Multimedia Center TIR Missed: No  TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000057820  Mainframe Password None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000058064  Mainframe Password None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000061376  Mainframe Error BlueZone TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000062296  Mainframe Password None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000062480  Mainframe Password None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000066652  Mainframe Password BlueZone TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000066948  Mainframe Password BlueZone TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000067405  Mainframe Password None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000071461 Mainframe Password eWorkForce Managemer TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000071551  Mainframe Password None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000057532  Network Performance Motor Vehicle Administra TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000057849  Network Performance Motor Vehicle Administra TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000057991  Network Incident None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000058268  Network Password None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000059546  Network Incident None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000060181  Network Error None TIRMissed: No TIR: 0.29
Metro B Hosting Tax Commission Low Closed TTR Missed: No  TTR: 0.29
INC000000060501  Network Error None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000061067  Network Password None TIR Missed: No TIR:  0.00



Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000061477  Network Performance None TIR Missed: No  TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000061646  Network Performance None TIR Missed: No  TIR: 0.46
Network Operations Tax Commission Medium Closed TTR Missed: Yes TTR: 18.10
INC000000061667  Network Performance None TIRMissed: No TIR: 0.24
Network Operations Tax Commission Medium Closed TTR Missed: No  TTR: 0.24
INC000000061681 Network Performance None TIR Missed: No  TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000061684  Network Performance None TIRMissed: No TIR: 0.19
Network Operations Tax Commission Medium Closed TTR Missed: Yes TTR: 16.98
INC000000062264  Network Performance None TIR Missed: Yes TIR: 1.33
Network Operations Tax Commission Low Closed TTR Missed: No  TTR: 1.33
INC000000062280  Network Performance None TIR Missed: No  TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000063068  Network Incident None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000063134  Network Incident None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000063439  Network Incident None TIR Missed: Yes TIR: 2.21
Metro B Hosting Tax Commission Low Closed TTR Missed: No  TTR: 2.21
INC000000064162  Network Incident None TIR Missed: No TIR:  0.91
Metro B Hosting Tax Commission Low Closed TTR Missed: No  TTR: 0.91
INC000000065726  Network Incident None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000065753  Network Performance None TIR Missed: No  TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000066301  Network Incident None TIRMissed: No TIR: 0.15
INC000000066301  Network Incident None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission High Resolved TTR Missed: No  TTR: 0.26
Metro B Desktop Support Tax Commission High Resolved TTR Missed: No  TTR: 0.93
INC000000067030  Network Performance Microsoft Excel TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000067185  Network Password None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000069393  Network Performance Motor Vehicle Administra TIR Missed: No  TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 1.23
INC000000057245  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000057343  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000057421  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000057817  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000058296  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00




INC000000058378  PC/Laptop Error None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000058626  PC/Laptop Hardware None TIR Missed: Yes TIR: 5.16
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 5.16
INC000000058729  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000059274  PC/Laptop Error None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000059283  PC/Laptop Virus None TIRMissed: No TIR: 0.55
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 5.33
INC000000059322  PC/Laptop Error None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Medium Closed TTR Missed: No  TTR: 0.00
INC000000059377  PC/Laptop Virus Symantec AntiVirus TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.41
INC000000059404  PC/Laptop Virus None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000059419  PC/Laptop Virus Symantec AntiVirus TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000059886  PC/Laptop Virus None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000060178  PC/Laptop Hardware None TIRMissed: No TIR:  0.02
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 3.52
INC000000060291 PC/Laptop Virus Symantec AntiVirus TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.42
INC000000060301 PC/Laptop Virus Symantec AntiVirus TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 1.33
INC000000060504  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000061407  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000061485  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000061507  PC/Laptop Hardware None TIR Missed: Yes TIR: 3.88
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 3.88
INC000000061630  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 3.99
INC000000062257  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000062288  PC/Laptop Virus None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000062298  PC/Laptop Virus Symantec AntiVirus TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 9.94
INC000000062701  PC/Laptop Hardware None TIR Missed: No TIR:  0.90
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No TTR: 4.11
INC000000062724  PC/Laptop Hardware None TIR Missed: Yes TIR: 5.62
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 7.62
INC000000063011  PC/Laptop Virus Symantec AntiVirus TIR Missed: Yes TIR: 1.75
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No TTR: 4.18




INC000000063318  PC/Laptop Virus Symantec AntiVirus TIR Missed: No  TIR: 0.41
Metro B Desktop Support Tax Commission Low Closed TTR Missed: Yes TTR: 14.39
INC000000063411  PC/Laptop Virus None TIRMissed: No TIR: 0.85
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.85
INC000000063449  PC/Laptop Virus Symantec AntiVirus TIR Missed: No  TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000064133  PC/Laptop Hardware None TIRMissed: No TIR:  0.01
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.30
INC000000064137  PC/Laptop Virus None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000065330  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000065768  PC/Laptop Virus None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000065916  PC/Laptop Virus None TIR Missed: Yes TIR: 1.46
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 8.49
INC000000066249  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000066474  PC/Laptop Hardware None TIR Missed: No TIR:  0.08
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 59.68
INC000000067293  PC/Laptop Virus Symantec AntiVirus TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 3.93
INC000000067310  PC/Laptop Virus Symantec AntiVirus TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 1.72
INC000000067319  PC/Laptop Virus Symantec AntiVirus TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.97
INC000000067338  PC/Laptop Virus Symantec AntiVirus TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.44
INC000000067358  PC/Laptop Virus Symantec AntiVirus TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 1.11
INC000000067758  PC/Laptop Error None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000068501  PC/Laptop Virus None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000068809  PC/Laptop None Microsoft Windows XP Pi TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 2.25
INC000000069336  PC/Laptop Hardware None TIRMissed: No TIR:  0.02
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.59
INC000000069360  PC/Laptop Virus Symantec AntiVirus TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 1.53
INC000000069373  PC/Laptop Hardware None TIR Missed: Yes TIR: 8.99
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: Yes TTR: 22.21
INC000000069846  PC/Laptop Error None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000069870  PC/Laptop Hardware None TIRMissed: No TIR: 0.25
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.44
INC000000070008  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00




INC000000070159  PC/Laptop Hardware Employee Gateway TIR Missed: No  TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000070318  PC/Laptop Virus None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No TTR: 1.64
INC000000070349  PC/Laptop Virus None TIR Missed: No  TIR: 0.11
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 1.30
INC000000071005  PC/Laptop Virus None TIR Missed: Yes TIR: 3.02
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 3.02
INC000000071033  PC/Laptop Virus Symantec AntiVirus TIR Missed: No  TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000071218  PC/Laptop Virus Symantec AntiVirus TIR Missed: No  TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000071234  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000071272  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000071278  PC/Laptop Virus Symantec AntiVirus TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000071310  PC/Laptop Virus Symantec AntiVirus TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000071339  PC/Laptop Virus None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000071388  PC/Laptop Hardware None TIRMissed: No TIR: 0.05
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.89
INC000000071410  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000071417  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000071450  PC/Laptop Hardware None TIR Missed: No TIR:  0.04
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.94
INC000000071553  PC/Laptop Hardware None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000057258  Print/Copy/Scan/Fax Error Code None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000057262  Print/Copy/Scan/Fax Error Code None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000057318  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR: 0.36
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.36
INC000000057365  Print/Copy/Scan/Fax Paper Jam None TIR Missed: Yes TIR: 1.58
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 1.58
INC000000058633  Print/Copy/Scan/Fax Incident None TIRMissed: No TIR: 0.14
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.38
INC000000059935  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000060190  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000060444  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00



Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000061480  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000063766  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.01
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 2.09
INC000000064204  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000064433  Print/Copy/Scan/Fax Incident None TIR Missed: Yes TIR: 1.63
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 1.63
INC000000064539  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000064797  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.80
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No TTR: 1.04
INC000000065481  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR: 0.06
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.06
INC000000065483  Print/Copy/Scan/Fax Incident None TIR Missed: Yes TIR: 1.29
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 1.29
INC000000066322  Print/Copy/Scan/Fax Error Code None TIRMissed: No TIR: 0.64
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.64
INC000000066500  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000066508  Print/Copy/Scan/Fax Incident None TIR Missed: Yes TIR: 7.07
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: Yes TTR: 7.07
INC000000068315  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000069480  Print/Copy/Scan/Fax Incident None TIRMissed: No TIR: 0.46
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.90
INC000000069660  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000069910  Print/Copy/Scan/Fax Incident None TIRMissed: No TIR:  0.07
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.30
INC000000069923  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000070575  Print/Copy/Scan/Fax Incident None TIR Missed: Yes TIR:  1.11
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No TTR: 1.11
INC000000070684  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000071205  Print/Copy/Scan/Fax Incident None TIR Missed: Yes TIR: 5.46
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: Yes TTR: 6.91
INC000000071228  Print/Copy/Scan/Fax Incident None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000071564  Print/Copy/Scan/Fax Paper Jam None TIRMissed: No TIR: 0.22
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 0.23
INC000000068426  Remote Connectivity ~ None None TIR Missed: Yes TIR: 2.86
Metro B Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 3.61
INC000000062417  Server Error None TIR Missed: No TIR:  0.00



Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000071664  Server Performance None TIR Missed: Yes TIR: 3.74
Capitol Desktop Support Tax Commission Low Resolved TTR Missed: No  TTR: 3.74
INC000000059468  Telecom None None TIR Missed: No TIR:  0.00
Voice Operations Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000059845  Telecom None None TIR Missed: No TIR:  0.00
Voice Operations Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000060448  Telecom Hardware None TIR Missed: No TIR:  0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.00
INC000000061107  Telecom Voice Mail None TIR Missed: No  TIR: 0.17
Voice Operations Tax Commission Low Closed TTR Missed: No  TTR: 0.37
INC000000061654  Telecom Voice Mail None TIR Missed: No TIR: 0.06
Voice Operations Tax Commission Low Closed TTR Missed: No  TTR: 0.22
INC000000061656  Telecom Voice Mail None TIR Missed: No TIR: 0.04
Voice Operations Tax Commission Low Closed TTR Missed: No  TTR: 0.19
INC000000061666  Telecom Voice Mail None TIR Missed: No TIR: 0.09
Voice Operations Tax Commission Low Closed TTR Missed: No  TTR: 0.30
INC000000064874  Telecom Voice Mail None TIR Missed: No TIR: 0.49
Voice Operations Tax Commission Low Closed TTR Missed: No  TTR: 0.54
INC000000065602  Telecom Voice Mail None TIR Missed: No TIR: 0.25
Voice Operations Tax Commission Low Resolved TTR Missed: No  TTR: 0.52
INC000000066136  Telecom Voice Mail None TIR Missed: No TIR: 0.40
Voice Operations Tax Commission Low Resolved TTR Missed: No  TTR: 0.60
INC000000066543  Telecom Voice Mail None TIR Missed: No TIR: 0.08
Voice Operations Tax Commission Low Resolved TTR Missed: No  TTR: 0.11
INC000000067240  Telecom Area Code None TIR Missed: No TIR: 0.55
Voice Operations Tax Commission Low Resolved TTR Missed: No  TTR: 0.62
INC000000067308  Telecom Area Code None TIR Missed: No TIR: 0.21
Voice Operations Tax Commission Low Resolved TTR Missed: No  TTR: 0.29
INC000000068298  Telecom None None TIR Missed: No TIR:  0.00
Voice Operations Tax Commission Low Resolved TTR Missed: No  TTR: 0.00
INC000000063128  Wireless Connectivity = Performance None TIR Missed: No TIR: 0.00
Metro B Desktop Support Tax Commission Low Closed TTR Missed: No  TTR: 0.80




